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ICM Scripting:

Troubleshooting Tools
and Methods




Troubleshooting

1. Script Creation and Testing
2. Routing Logic and Configuration

3. System Troubleshooting



Script Creation and Testing

Validate Script

Validate formula

Monitor mode

Test scripts (prompt testing etc.)
Call Tracer

Help - Script Editor
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Validate Script

= Validate script
button

= Highlights error

= Displays and
highlights
offending node
for immediate
edit

= Does NOT test
YOUR logic!

= Think of as
“Spell Checker” g

Bl lﬂ' BM t st p ampts {4l Customers i1 D13[D rrrrrrr 1 warning]
3 ng: Tranzlation Raoute to YEL - Fail o tion iz mizsing.




Validate Formula

= Automatically /i <
Val id ateS Wh e n Tranz. Route to%YRU | Connechon Labels I
Formula Editor |
H . —Seh
click OK to exit i — )
Uz |Peripheral PG2_IWR_FIM2 OnlinettPeripheral PG2_WA_PIMZ2 Statuz<5EEM etwark T runk Group M TG1.Tr ;I
- C hoose to unkzldlex Cancel
— Help
H d 4' dd T argets...
Iignore an 7] icH nternet script editor | =i _II
— elete Row
retu rn |ater Or g— Yariables I Builtln Funchions I C & Unexpected token: end of expression Validale |
. 4 Paste Do youl want ko ignore this error Faor now?
le 5 | 4| mula Editor... |
E Ohject twpes: Mo e bles:
; 7 ApplicationPath - J
H i
i i thaﬁgga J
[ P2 |Enski
11 | Global
12 Metwork T unkG
5 Pershers =l
]
— Success connechion
¥ Pernode success connection
" Pertanget success connections

Ok Cancel Help




Validate Formula

. E] Translation Route to ¥RU Properties E
= Vali
a d ate Tranz. Route toYRU | Connechion Labels |
button

— Select type

. . Select uzing direct references Change... |
= nghllg htS Uzing Services

g Service Consider If Select Min Value OF Route Translation Route | «| Add Tangets.. |
PG2_IWR_PIM2.G S 1 PGE2_IWE_Pim2.a.S IPCC_TR1 E E |
7

section
ICM Internet Script Editor 4 | Valdate
= Does NOT B -

Farrula Ediar...
check your
logic, only
mathematical [

syntax E

14 -

The Following error was detected:
1 invalid consider if expression

[l Rl Nurl NAL RO REVY § S Y
>

w

— Succezs connection

% Pernode success connection

" Pertarget success connechions

(1]4 Cancel Help
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Monitor Mode

= Display Node IDs

dptions Window Help

. . all Type Managet. .. Chrl+T
u P I ace | n M O n |to r M Ode Administrative Manaager. .. Ckrl4-D
Cusktom Funckions, .. Chrl+LI
7\ _
EEREIL Y22 R Y EEEE L Call Type Assaciations. .
N\J Enabled Scripts. ..
Make Ackive Wersion
] Agert
T & Erowse Script Shift+F5
X Edit Script Chrl+FS
. . .
50.0% [1] figert b T |E [Maniktar Scripk FS
1 g lB;and_M Fgostini_Giacomo | 1]io0.o .E:Qa Ql.lil:k Edlt
2 Transiation Routeto VRU ] | “ 01% o §° Fgert Monitor Options
Service Na. 0 | legent Mo % .
rm_\w_le.u S 2 3335 0 00w u_u-:ﬂ ] |B_and_hihGmola_Randy 0 00
) ==
n ;
- Configure Real-Time Data. ..
o o W Display Real-Time Data. ..
Scripk Queue Real-Time. .
ng% g Q ] Skill Group E
e i Hiz Call Tracer
i BM_Bike_Gales ] @, Yalidate
© % validate All...
[ext Errar F4

= Observe calls flowing through script nodes




Script Creation and Testing - Test Scripts

= Simplest
possible scripts

= Plenty of room to
observe calls

flow _through in 18y Transiation Route to VRU
monitor mode Senice o
PG2_IVR_FIMZ.Q.5VC1 0 o
. 0
= Each fail and - 3 0.0%%

success node to
separate end or
other node for
better visibility

1000%

= Only what is
needed to test
node




Call Tracer

ER ICM Internet Script Editor - [BandM_add_2sales {All Customers e ¥Yersion][Monitor]]

n Open call ’[racer,
DEED| B DE (R[] 2% s oo ®|
enter parameters

ERE (B2 AR EEEE

as required to B —

and Wil qething tire daf Media Routing Domain:
anrueringthe phans Forsales S
zallr. He har mare than enauah

define call type: oo [

incroaring numborof inquiriar

L«

L<|

abautexatic makarsylor. In
7

e arking [ Disled numbsr: | BB5EMBIKES
b st ot (EEEIE
b b) 3 B_and_h
-

exclurive enough that the .
e e AN |
exackly like it coming around

Lo

B v ot Spans Toutin CED: | 3
. S e n d C a | | —Responzes for External Script Run
. 32.9% [1] L ;
Sizlil:}'z:::.:'ﬂ:;::f:f;?.’ 1 Step | Response Initial Condition |
R e SRS Intial  warl=,vara=,vard=,vard=,vars=
S rtered s thecollrto add.
end zallertn Far encral 0 that any agenk can —
= Observer call flow e
L] 33.3% Ecl...
R z Translation Route to YRU 1 2 FHRun Ext. Scripf ot
Service Ho. o & | _I 4 I LI Delete |
n O e y n O e y I n [PGZ-'\’R-F'W-Q-SV‘:‘ e | 38.5%
1
L] [ —hetwork Transter Call
script win dow I~ Use networranser
Reuting cliert | =l
62.5% 0.0% Dialed numkber:
5 0 . I j
Save As Defautts | Send Cal I Help |
-
B End

=

1KY u r
For Help, press F1 User: train3ywwoserl  55% » I 2 Monitor ¥ @g All Customers (Instance: lab2




Call Tracer

=l

o Fol IOW C a” ﬂOW IO g |C, © > DisledNumber (3582624537) using CallT ype (B_ard_M_Primary

B Start #1

n Od e by n O d e y i n th e DefaultsB andt_add_25 ales {4l Customers } [wersion 7)
trace d i ag ra m || Tran&éa;:ZEtFIl-nc;:t;:tu YRU #2

*PE2Z_IVA_PIM2.0.5VCT =1

Bl Fun Extermal Script #3

= Trace includes all node =
IDS as We” as a” results 3 matched digits, case 3

B Agent #10

of all formulas and

0 » Attempted to zend call to agent B_and_M.;Mamola_Randy [ID 51
0

Va ri a b I e S ) Translation route: IPCC_TR

0 Route: BrWw_Bike_Foute

= |[ndicates which result
“‘wins” with asterisk (*)

Save Trace Help




Routing Logic and Configuration

SET node

Check Routes

Router Log Viewer

Web View

Help - Database Schema
Script Real Time display



SET Node

= Store values
used in routing
decisions in
Termination Call
Detail records

= Typically stored
in Peripheral
Variables

= Concatenate to
store multiple
values in one
variable location

Call Periphera
|Group B_and_|

skill Grol
B_and_M

|e(ueuedMow+1 T alidy alug[SkilGroup B and M Service.fwve
are Service. Feady]

.B_and M_Service Ready

anables I Built-ln Functions | Custom Functions

Faste |

Object types: Objects:

ApplicationP ath -
Cal
CalType

Databaze
EntSkill
Global




Check Routes

[*fi Check Routes for Script H =]

This dialog wil validate the routes used by & script to determine that they are OH for the calls that will be routed through the script.
First, you must select the rowting client sending the calls, the dialed number to be sent, and the script.

= Choose Script

Reload
Metweark Transfer Call =

el

1 Routing Client:  JCM_PIM1 RC -
= Choose Dialed | | 1 useetwerc st
Dialed Number: |E35EBMBIKES (5552624537 w7
Number ' = | rosmacen | d
Script:
Dizled Mumber: I j
H Wersion:
= Ch Script -
00Se oCrl
Select routes uzed by script, of & Peripheral Targets for Selected Route
translation route uzed in script: OIS and Metweork Trunk Group: Labels for selected Peripheral

. C h eCk rO U teS 3 (Routes uzed directly by soript) j
1 Routes uzed by selected script:
pe rl p h e ra | B_and_tM_Service_Route (IPTA)

B_and_M_Service_Route, Using PCC_TR1

ta rg etS y a n d BMAY_Bike_Route (IPTA)

BMVY_Bike_Route, Using IPCC_TR1
Exatic_Bike_Route (IPTA)

| abe | S Exotic_Bike_Route, Lsing IPCC_TR1

= Errors in bottom
window

Wienwy Translation Routel

Tranzlation route IPCC_TR1 has zervice route members, but route B_and_M_Service_Route is not for a service.
| |Translation route IPCC_TR1 has service route members, but route BMA_Bike_Route iz not for & service.
Tranzlation route IPCC_TR1 has zervice route members, but route Exotic_Bike_Route iz not for a service.

Errors:

| [ labz




Router Log Viewer

B2l ics-239af0b51a4 - Router Log Yiewer

[ Sh |I File Log Wwiew Help
OWS a | CED | Lahel | hize: |

Time | oM [
4/27/200511:28:14 8 1850 2802 2805

Cal IS p | aced 4272005 11274380 1850 gggg gggg

= Time, DN,
ANI, CED,
Label, etc.

= Any

| Errarg |
. . 44272005 117407 Abd Mo default route available for dialed number PGZ2_IWR_PIMZ2.1850 [ID 5028
CO n f I u rat I O n 44272005 11:14:07 Ak Seript Defaultpw_postroute_test (10 5321 failed to produce route far dialed number PG2_IWE_PIZ2 1850 with call bype of 85
g 452772005 11:12:44 AM Mo default route available for dialed number PG2_IWR_PIMZ2.1850 [ID B028).

452772005 11:12:44 AM Script Defaulthspw_postroute_test [ID 53217] failed to produce route for dialed number PGZ2_IWR_PIM2.1850 with call type of 85,

e rro rS n Oted 442772005 11:10:32 AM Mo default route available for dialed number PG2_IWR_PIMZ2.1850 [ID B028).
In bottom
window

[Ready labz %




Database Schema

= Typical MS help
format

= Alphabetical,
keyword, or
search modes

= Defines table
location of all
fields

= Explanation of
field

= Data type

+ ICM Databasc Schoina Help

File Edit Bookmark ©ptions Help

Help Topics  Back I Frint I < I ) I
0 Contenis & index | @ seach| | goryice_Real_Time Table
CallsQMaw: Service_Real_Time Table - -
Script_Five_Minute Table - List | tap | RAules I Security I Quick Quen I
CallsCQMaw
Route_Five_Minute Table Local database only.
Route_Real_Time Table
Sarvice_Five_Minute Table Contains real time information about each service.
Callssgl:l\;:\te'l'_iri:al_ﬂme bl The ICh software automatically generates a Service_Feal_Time record for each service.
Route Real Time Table iy RS UOtan TOmoer Utgg[l;_q_u_!:[g_ Calls made Oy agents Tt TULC
Servica_Real_Time Table for the service during the current half-hour
CallsgToHalf intarsl
Route_HalF_Hour Table CallsOutMow Mumber of outbound calls by agents for the int MULL
Service_Half_Hour Table service that are currently in progress.
CallsQueusdhion CallsOutTos Mumber of authound calls made by agents int MULL
Kil_Group_Real_Time Table for the service during the current
CallsQusuedToHalf five-minute interval.
CalI:;;';;?:;FH‘EIF-HDW Table CallsOutToday Murnber of outbound calls made by agents int MULL
Peripheral Real_Time Table for the service Smce midnight. . .
Route_Real_Time Table Mumber of call_s in queue for the service int MULL
Service_Real_Time Table now at the petipheral.
CallsRoukedTos CallsQMaowTime Tatal time of all calls to the service int MULL
Script_Five_Minute Table currently in quede.
CallsRoutedToday CallsRoutedHalf Mumber of calls routed to this service by int MULL
Ca".—TYDE—ReaI—TIme Table the ICM software for the current half-hour
Peripheral_Real_Time Table intarval
Route_Five_Minute Table . . .
Routs_Real_Tima Tabls CallsRoutedToday Murnber of calls routed to this service by int MULL
Service_Five_Minuts Tabls the ICM software since midnight.
Service_Real_Time Table CallzTearminated OtherHalf Mumber of calls offered to the serice but int MULL
CallshoutedToHalf not otherwise accounted for during the
Call_Type_Half_Hour Table current half-hour interval. These are calls
Call_Type_Real_Time Table that do not fit into the criteria for handled,
Route_Half_Hour Table abandoned, or transferred calls. They were
Service_Half_Hour Table terminated for other reasons, which may
CallsTerminatedOtherHalf include dropfno answer, forced busy, or
Service_Real_Time Table timed out.
CallsTerminatedOtherToS CallsTerminatedOtherToS Murnber of calls offered to the service but int MULL

Service_Real_Time Table
4

Display

not otherwise accounted for during the
current five-minute interval. These are calls
that do not fit into the criteria for handled,

abandanad nr trancfarad calle Thaw wara



Script Real Time

= Shows current agent data
= Predict routing behavior and check against monitor mode results

2 Translation Route to WRU © > Ate
|Serl.lice Mo, 0 o
PGZ_IvR_PIMZ. 0. SWT1 O Transl
0 il @ Foue
0 00% @
Real-Time Data - Band™M_add_25Sales {All Customers}
ISEWiDE I j @ Configure '@ Help X Close
Service _HD LDG ExD_ [ ADO QUE_ | Talk | car L
P2 VE_PIM2 SV CT 0 i ] 0 0 0 0 ll—
4| | »



System Troubleshooting

* Rttest
« “expr’ and “watch”
 “dump_vars”



ritest

Doc #20428 — “The Cisco ICM ritest utility”

http://www.cisco.com/en/US/partner/products/sw/custcosw/ps1001/products
_tech_note09186a00800ac69b.shtml

How to Run and Interpret rttest

Type ritest at a command prompt with help ar 12 this gives you a syntax usage statement. For example:

cihicrhcicrlirahlaogfilesrrecest 72
Wersion: Release 4.0, Build 04524

Usage: rttest [ff InputFile] [fsystem Systenlame]
[ focust Customer]

[/mode ICEMNode] [fpipe OubputPipe] [Sdebug] [fstop] [Fhelp] [£7]

The command line options reguired to invoke ritest are;

icust Where Custameris a 3, 4, ar & letter acronyim that
signifies the [CM customer instance. Refer to [Ch Semer

Customer . .
Maming Conventions.

hode Where ICRMNade is either routera ar routerh, depending

ICRMode | ° the rquterrttest to run. Refer tolCh Server Marning
Conventions.




rttest: “expr”

The expr command is useful for testing mathematical formulas used in
routing scripts, or for determining the value of a particular ICM expression.
This is a useful tool if you are attempting to validate that a particular
expression or formula results in an actual value, versus an error condition
(usually a divide by zero).

rttest: expr /?

Usage: expression Expression [/long LongResult] [/float FloatResult]
[/char CharResult] [/wild Wildcard] [/invalid] [/error]
[/disable] [/help] [/?]

If you ran the following command, ritest would display the appropriate results
for CallsAnsweredTo5 for the specified skillgroup. If you modify the
properties of your NT command prompt to allow for inserts and quick edit,
you can copy and paste from the script editor or call tracer into rttest.

rttest: expr SkillGroup.G3_1.skillgroup1.CallsAnsweredTo5



rttest: “expr”

Use rttest expression command to confirm that your variable

1. Command string to open utility: rttest /cust lab2

&4 |0 W2KS  system 32 cmd.exe - rttest /cust lab2

MHicro=zoft Windows Z2H0A [Version 5.800.21951]
CC» Copyright 1985-2880 Microsoft Corp.

C:sDocuments and Settings“~Administratori>rttest Acust lah2
RTTEST Release 5.8 service pack B+, Build 89718

rttest: expr Global.uszerd_BM_Open

Rezult: <long>» 1

rttesi:

2. Command string to run expression utility and check current
value of global variable: expr Global.useri_BM_ Open

3. Results: (long) 1... so the current value for this variable is “1”
OR “YES” therefore the business is OPEN



rttest: “watch”

= The watch command “extends” the expression (“expr”)
command by writing an entry in the router logs (rtr)
each time the value changes for the configured
expression

= Can run the watch command many times to configure
multiple expressions

= This is a very eftective tool for troubleshooting historical
call events

= Combine with TCD, RCD historical records (with SET
node data), logs, and Peripheral reports to get a very
complete picture of call routing circumstances



rttest: “watch”

1. Watch rttest: watch Global.uwserl_BM_Open
df Wlatch B added.
command 1or rttest: watch Global.userl_BM_Holiday
several global Watch 1 added.
variables rttest: watch Global.user2_BM_Open

Watch 2 added.

12:57:02 Trace: Router detected PG setting

. actual HH value for current HH.
2. Resultsin 13:16:16 Trace: Global.userl _BM Open =1
Router (rtr) log 13:23:05 Trace: Global.userl BM Holiday =
13:23:39 Trace: Global.user2_ BM Open =1
13:28:00 Trace: Global.userl_BM Holiday =1
13:28:01 Trace: Global.userl_ BM Holiday 3
13:29:01 Trace: Global.userl BM Holiday =1

NOTE: Value is written to logs ONLY when it CHANGES not every time
the Administrative Script is runs.




NIIr
CISCO



